. Acknowledging this fact, the paper raises a question why organizations focus on difficulties by implementing their strategies and provides an insight into the aspects related to a successful implementation of an intended strategy into praxis.
Introduction
It is acknowledged that the success of the organization depends on how effectively the organization manages its internal activities and how well its behaviour fits with the environmental conditions (Popova & Sharpanskykh, 2011) . In that context the value of the organizational strategic directions and the strategy arises. The strategic directions encompass the mission and vision of the organization, also determine what the organization intends to achieve in the future. However the realization of the strategic directions requires some concreteness, which depends on various aspects, as organizational orientation or specific characteristics of organization. Due to this fact the organization needs the strategy, that concretizes strategic directions and in here it is essential to emphasize that without implementation, even the best strategy is useless.
Strategy formulation and transforming it into action is the process, which requires multiple actors and activities. Although, according to Dandira (2011) , "there is a syndrome in top management that strategic planning is supposed to be formulated by them alone, and for them it is a sign of power and an expression of the magnitude of the difference between them and their subordinates", but more actors should be involved in strategy formulation seeking to get acceptance of other members of organization, while members become more accepting of change when they understand how the change will achieve organizational goals and how it will affect the work environment (Moore, Konrad & Hunt, 2010) . As line managers handle directly employees and convey organizational goals, their involvement in strategy formulation is crucial.
http://dx.doi.org/10.5755/j01.ee.22.4.716
Inzinerine Ekonomika-Engineering Economics, 2011, 22(4), 412-422 -413 -Line managers deal with processes how to implement strategy, which is expected to guide the organization forward, and how to achieve that the components of strategy would be implemented by every member of the organization. Meanwhile, top management can create the support atmosphere in the organization and through communication within the organization and through own actions shape and define the collective interpretations held by organization members in general . Due to top management and line managers influence on success of the strategy implementation, the interaction between these two actors is essential.
In the scientific literature (Mintzberg, 1978) it has been long recognized that there is difference between intended and implemented strategies. The gap of interaction between the key actors (top management and line managers) in the process of the strategy formulation and implementation is one of the reasons for inadequacy. Due to the lack of interaction, the organization can fail to achieve the goals that depend on the specific characteristics of the organization, on interests of the stakeholders and on the type of the environment in which the organization is situated.
The problem stated in the paper: how to achieve the interaction between top management and line managers and what are the key dimensions of interaction in order to ensure the implementation of strategic directions to the praxis.
The research aim is theoretically and empirically to examine the interaction between top management and line managers and disclose key dimensions of interaction.
Seeking to minimize the gap between intended and implemented strategies and hereby to ensure the strategic directions maintenance the paper argues the necessity for the interaction between top management and line managers, analyses key assumptions that determine the nature of this interaction and presents main dimensions for interaction by implementing strategic directions into praxis.
Research object is the interaction between top management and line managers.
Research method. The paper is built on the analysis and synthesis of scientific literature and qualitative research.
Concept of intended and implemented strategies
Strategic directions determine the organization development trends and are concretized in the strategy. Mintzberg (1978) argues strategy has at least two different meanings -one ''take strategy as a plan'' (strategy-asintend) and another ''take strategy as a pattern'' (strategyas-implemented). The intended strategy represents only fundamental directions and one of the main challenges is to implement it, it means to put the formulated strategy to work. However, organizations focus with difficulties by implementing their strategies. The problems arise due to some reasons (Aaltonen & Ikavalko, 2002) : weak management roles in implementation, lack of commitment to the strategy, unawareness of misunderstanding of the strategy, unaligned organizational systems and resources, poor coordination and sharing responsibilities.
As modern concepts of strategy are abstract, complex and ambiguous (Vanttinen & Pyhalto, 2009) , the successful implementation of intended strategy into praxis is related to the evaluation of several aspects (Nollet, Ponce & Campbell, 2005) . First, the dynamic nature of the strategy concept which is defined by internal and external processes. The organization has to handle the complexity of changes and to realize that the interaction between the key actors by implementing strategic directions into praxis will be under influence of changes within and outside the organization. Second, the set of decision-making rules for guidance of organizational behaviour. These rules can simplify or make complicated the interaction, likewise the implementation of intended strategy. Third, the subjective and objective nature of strategy. This aspect is directly related to key actors, as the number of key actors and the personality of top management and line managers influence the subjective nature of strategy and allow to reach objectivity though subjectivity. Fourth, an approach to strategy as a never-ending project. Seeking to survive organizations need to renew strategic directions and again to force the interaction of top management and line manager by transforming directions into praxis.
Whereas the practical purpose of strategy is to provide a plan that employs multiple inputs, options, and outputs to achieve a company's policy goals and objectives (Warnock, 2000) : strategy decides how the organization's goals and objectives will be achieved, what operational units will be used and how those operational units will be structured; strategy also determines what resources will be needed and how these resources will be acquired and used.
According to Heide, Gronhaug and Hohannessen (2002) , a formulated strategy must be implemented before it can be of specific value to an organization, though intended strategy is not equal to implemented strategy. Despite the fact that the difference between two strategies is determined by dynamic environment and this could be treated as positive aspect due to organization's abilities to react fast to the changes, the problematic aspect of the deviation from the intended strategy exist and is related to incapability to perceive or to materialize that what was constructed. This means that even "good" strategy can be not implemented despite the fact, that a considerable amount of time and a lot of efforts are appointed to choose the most effective strategy (Gudonavicius, Bartoseviciene & Saparnis, 2009) . In that way the question concerning the reasons of incongruity between two strategies arise. According to Heide et al. (2002) , successful implementation of strategy requires active and premeditated actions that include the coordination of multiple actors and activities. In that case the minimal as possible gap between intended and implemented strategies depends on the key actors, their interaction and key activities. This means that the question concerning who is involved in the process should be answered.
Top management and line managers as the key actors
Top management and line managers are key actors in the process of bringing strategic directions to the practical -414 -environment. Top management defines where to go whereas line managers deal with how to do.
The term ''top management" can be defined as ''the set of individuals at the top of the organization responsible for the strategic and organizational decisions that affect the direction, operations, and performance of the company as a whole'' (Helfat, Harris & Wolfson, 2006) . It is acknowledged that the strategic actions of organizations are guided by the beliefs or the interpretations of top management and that top managers play a crucial role in strategic decisions (Camelo and Alles & Hernandez, 2011) . Besides that, in the scientific literature huge amount of top management roles and responsibilities is highlighted. First, Gebhardt, Carpenter and Sherry (2006) state that top management focus is essential to begin and to direct the process of organizational change. Organizational change creates uncertainty and top management as key agents of organizational change (Cole, Harris & Bernerth, 2006) must offer a clear rationale for transformation if they want to get acceptance from other members of organization (Moore et al., 2010) , hereby the key processes that help to create lasting organizational change flow downward from the actions of top managers (Cole et. al., 2006) . Second, new product development demands top management commitment, which consists of top management support and top management attitude toward risk. Support means that top managers provide teams with encouragement and help them overcome problems meanwhile top management attitude toward risk may moderate the direct and positive effect of communication on cooperation (Rodriguez, Perez & Gutierrez, 2008) . Third, in competitive business context innovation has become a key factor for the successful performance of most organizations and top management is important in promoting a strategy of innovation by the process of influence (Camelo et al., 2011) .
According to Hales (2006) , line managers duties are often "undertaken in circumstances of considerable ambiguity: being accountable for operational effectiveness but having limited authority or influence over the 'system' decisions that could determine effectiveness". As stated McCarthy, Darcy and Grady (2010) line managers act as intermediary between strategic and operational organizational activities.
Sisson (1994) states that the key role for top management and line managers is clear. Top managers should offer "transformational leadership" through the establishment of an organization's mission and values, and by being highly visible and sharing their vision for future success with other employees, meanwhile line managers have an essential role to play through their ability to "inspire, encourage, enable and facilitate change by harnessing commitment and co-operation of (the organization's) employees" (Thornhill & Saunders, 1998) . Very similar view concerning top management follow Kakabadse, McMahon and Myers (1995) underlying that the work of top management can be described as external and internal leadership: the external leadership is the ability to translate external needs to internal vision, meanwhile the internal leadership is the ability to translate vision into employee action. Hence, two actors: top management and line managers can have particular imaginations and in that context the gap arises between strategic prescriptions and actual practice. The intended and the implemented strategies can significantly differ one from another and due to this factor the organization can confront with difficulties to achieve success in market.
Interaction between two key actors means that both sides coordinate their actions and cooperate seeking to achieve the main goals of the organization. In this case it is very important to spread the information, to ask for proposals, to discuss the idea, to draw the conclusions based upon the brainstorm and to implement decisions that were agreed. However, it is essential to highlight that both actors have their own roles and responsibilities and can not be replaced one by another or cannot search for a common decision in all primary and support activities from a valuechain. Acknowledging this fact, the interaction remains important, because it could provide with some ideas in which field, what questions and how deep could be analyzed by the interaction of top management and line managers.
The identification of the key actors does not reveal the necessity for the interaction between top management and line managers. The review of the key actors tasks and responsibilities highlights the significance of the interaction (see Figure 1 ). As it is seen from Figure 1 , the interaction is relevant due to several reasons: first, the interaction provides clear formulation of strategic directions and equal their perception as well for both key actors: top management and line managers.
Second, the involvement of line managers into the development of strategy strengthens their commitment to the organization. Mowday, Steers and Porter (1979) defined organizational commitment as a strong belief in the organization's goals and values and a willingness to exert considerable effort on behalf of the organization. As Macky and Boxall (2007) stated, committed workers not only identify psychologically with the employer and feel stronger attachment to the organization, they are also more likely to expend discretionary effort towards achieving organizational results.
Third, the interaction provides organizational empowerment which is about employees having an influence over issues that go beyond the narrow requirements of task performance (Wood & Wall, 2007) .
Fourth, line managers notice the emergent problems on "lower" level and due to interaction transmit these questions to top management, therefore the correlation of some strategic directions is possible. Fifth, line managers "bring policies to life" (Purcell et al., 2003) and do not act as "robotic conformists" (Marchington & Grugulis, 2000) in enacting directions, they have an opinion regarding the style of behaviour and the issues and their opinion should be treated seriously.
Sixth, line managers have a direct contact with employees who can understand the directions in different way and under these circumstances as the result of the interaction between top management and line managers the transparent description of strategic directions can be arranged. As stated Cocks (2010) , if the process of strategic planning is undertaken only by top management, the staff is less likely to be enthusiastic about implementing something it has no voice in creating.
The relevance of top management and line managers interaction reveals possible interaction outcomes, however does not provide an answer to the question why organizations have difficulties in the process of interaction, under which circumstances the interaction brings added value to the organization.
Assumptions and the main dimensions for interaction
The identification of key actors and the significance of interaction do not disclose the assumptions, which determine the nature of interaction between top management and line managers. According to Heide et al. (2002) , several studies have focused on the aspects of the organization that may affect the success of strategy implementation. As the main aspects influencing the interaction between top management and line managers are: 1) organizational structure, 2) organizational culture, 3) communication, 4) allocation of resources.
Organizational structure. Organizational structure can be defined as the relationship between tasks, individuals and formal and informal channels (Olsen et al., 1992; Heide et al., 2002 ). An organization can be structured in many different ways depending on its objectives. According to Thorpe and Morgan (2007) , the structure of the organization influences the flow of information and the context and nature of interpersonal interaction within it. Hereby, the structure of an organization will determine the modes in which it operates and performs and affects strategy implementation indirectly through its influence on information, control and decision processes (Heide et al, 2002) . Consequently, interaction between top management and line managers is based on organization structure and runs according legitimated processes of information sharing, decisions making and monitoring.
Organizational culture. Organizational culture is an idea, which describes the psychology, attitudes, experiences, beliefs and values of an organization. Hill and Jones (2001) define organization culture as the specific collection of values and norms that are shared by people and groups in an organization and that control the way they interact with each other and with stakeholders outside the organization. According to Schein (2004) , organizational culture is "a pattern of shared basic assumptions that was learned by a group as it solved its problems of external adaptation and internal integration, that has worked well enough to be considered valid and, therefore, to be taught to new members as the correct way you perceive, think, and feel in relation to those problems". Organizational culture has the capability to integrate daily activities of employees to reach the planned goals, also help organizations adapt well to the external environment for rapid and appropriate responses (Nguyen & Mohamed, 2011) . Hereby, the interaction between top management and line managers depends on the organizational culture, on its visible and invisible characteristics.
Communication. Communication is the exchange and flow of information and thoughts from one individual to another. Communicating is a critical skill for managersthey must be able clearly to communicate both inside and outside the organization (Buoziute-Rafanaviciene, Pundziene & Turauskas, 2009). Effective communication means that the receiver understands the exact idea that the sender is intended to transmit. Hax and Majluf (1984) state that in organizations where management is unable to communicate the strategy in a meaningful manner to all relevant subjects, the strategy will most likely never be implemented (Heide et al., 2002) .
Allocation of resources. Grant's (1998) classification of organizational resources comprises three major kinds of resources: tangible (financial and physical), intangible (culture, reputation and technology) and human and all of these resources are essential for organizational success (Kazlauskaite & Buciuniene, 2008) . According to Warnick (2002) , the organization's resources make the formulation of strategies possible and give effect to strategy implementation: resources are the sine qua non of strategy: without resources, strategy can achieve nothing. Heide et al. (2002) highlight the same idea emphasizing that without sufficient resources it is difficult, if not impossible, to implement planned strategic activities.
Top management and line managers can interact in all activities that run in the organization, however some fields are more important than other. It is meaningful to highlight three main dimensions -determination of goals, strategy formulation, strategy implementation -where the interaction between main actors is essential in order to implement strategic directions into praxis.
Determination of goals. Each organization exists for the achievement of one or more goals which vary depending on the type of an organization and the environmental conditions. These goals might not be formulated explicitly, however they are taken into account in all or most decisions otherwise the organization will not exist for a very long period. A goal is an objective to be satisfied describing a desired state or development of the organization or an individual and is characterized by the features, like: 1) name, 2) definition, 3) priority, 4) evaluation type, 5) horizon, 6) ownership, 7) perspective, 8) hardness, 9) negotiability (Popova & Sharpanskykh, 2011) . The organization can have "hard" (the satisfaction of them can be determined in a clear-cut way by evaluating conditions in goal expressions) and "soft" (the satisfaction of them is difficult to assess, since they refer to not directly measurable quantities) goals.
The interaction between top management and line managers by determining goals is very important as goals describe a desired state of organization, identify what it intends to be in the future. By formulating the goals is significant that goals should be measurable, realistic, attainable, also challenging (Dandira, 2011) . The interaction between top management and line managers and the synergy due to brainstorm allow to fix and to reach the goals which lead to sustainable competitive advantage.
Strategy formulation. Referring to Raffoni (2003), Cocks (2010) argues that strategy formulation is usually regarded as the exclusive domain of top management because it rewards creativity: the most admired and valued of all intellectual pursuits. However, strategy formulation needs input from the operational level to bring reliable insights into organisational capabilities and resource constraints and due to this the role of line managers increases. On some occasions, ideas emerge from intuition or suggestions that can be made by these people that are really in touch with the task (Giner, Guerrero & Ortiz, 2010) , therefore the line managers as the bridge between top management and employees can propose significant ideas.
Strategy implementation. Strategy implementation is defined as an iterative process of implementing strategies, policies, programs and action plans that allow a firm to utilize its resources, to take advantage of opportunities in the competitive environment (Harrington, 2006) . As it was mentioned before, there is the gap between intended and implemented strategies. According to Cocks (2010) , the causes of breakdown in strategy implementation relate to the capabilities, processes and activities that are needed to bring the strategy to life. Referring to Wessel (1993), Dandira (2011) argues that top down management style, the top management working style and poor vertical communication are obstacles to strategy implementation. One of the possibilities to avoid these barriers is the interaction between top management and line managers. Control and feedback mechanisms, which are possible due to interaction, are necessary to hone the strategy implementation.
Based on the theoretical approach, a virtual representation of the interaction of top management and line managers is shown in Figure 2 . In summing up, it could be highlighted, that four presented assumptions influencing the interaction between top management and line managers structure the interaction nature and determine the quality of interaction, meanwhile three main dimensions present the trends for interaction in order to implement strategic directions into praxis.
Research methodology
According to Yin (1994) , research strategy should be chosen as a function of the research situation, while both qualitative and quantitative methods involve weaknesses and strengths (Amaratunga et al., 2002) . It is very important to get a persuasive research result, therefore the choosing of one or several suitable methods can be the vital part of the research work (Shahalizadeh, Amirjamshidi & Shahalizadeh, 2009) .
Qualitative enquiry often takes the form of a case study. Referring to Merriam (1998), Shahalizadeh et. al. (2009) argue that the case study is designed to gain an indepth understanding of the situation and meaning which are involved. According to Yin (1994) , case study is the preferred research approach when "how'' or "why'' questions are being posed, similarly Hyde (2000) states that case study is simply an in-depth study of a particular instance, or a small number of instances. According to Yin (1994) , interviews are suitable when the researcher is interested in uncovering a diversity of relevant or unanticipated responses for the exploration. In here, it was chosen to use a case study and interview as research methods seeking to understand the interaction between top management and line managers by implementing strategic directions into praxis.
The data are derived from research conducted in two educational organizations in Lithuania. These organizations implement quality development system using the LearnerOriented Quality Development and Certification (LQW) model (Zech, 2008) and according to the nature of the LQW model the organizations have described themselves in the self-evaluation reports. The organization A deals with continuing education for adults with higher education degree. The organization B provides courses for all categories of people.
Two self-evaluation reports are the object of the analysis. Based on the self-evaluation reports, the experts gave their evaluation and identified gaps of interaction between top management and line managers, also have provided the proposals concerning the interaction development. During the interview with a top manager of each organization the usefulness and expediency of the proposals were discussed. In the findings section just the analysis of interaction between top management and line managers by implementing strategic directions into praxis is presented.
Findings
Determination of goals. According to self-evaluation reports, both organizations have involved not only top management and line managers, but also the employees in goals determination. The organizations highlight that the mission and vision and strategic goals were created as part of an interactive process, however the organization A has discussed strategic directions more deeply across the organization hierarchy, meanwhile the organization B has chosen only the spread of information and due to this no contradictory discussions took place.
Organization A. Concerning the organization A the gap in interaction between top management and line managers is due to the organizational structure. The organization A has a freedom to act, but the freedom is restricted by some frames, which are based upon strategic directions. The insufficient horizontal communication between line managers combining their partial strategic decisions by implementing common strategic directions into praxis rises some problems. Due to this fact it is necessary not only to define fields, where the agreement between the top management and one of line managers is required, but also to determine areas, where a general treaty between the top management and all line managers is in demand. This proposal was discussed during the interview and a top manager has assumed that organizational structure creates barriers for interaction: it s not easy to find a common decision between the top management and line managers.
Other reason for the gap in the interaction between top management and line managers is due to organizational culture. From the self-evaluation report it is clear that opportunism is dominant in the organization A, it means that for each department own goal has the priority as compared with common organizational goals. Accepting that organizational "culture can act as a kind of organization glue" (Heide et al., 2002) , the proposal for gap minimizing was to organize more often cultural, information events in order to strengthen the belief in the organization's goals and a willingness to exert considerable effort on behalf of the organization.
The gap in interaction between the key actors is also related to an allocation of resources. The organization A has limited financial and physical resources, therefore each line manager puts efforts trying to get more. Under such circumstances the danger that the implementation strategic directions into praxis will be forgotten emerges. Referring to Olsen et at. (1992) , Heide et al. (2002) stated, that the allocation of financial resources also affects the allocation of human resources. Due to this fact, it is significant to follow the transparency principle by allocating resources.
Organization B. In the organization B the main reason for gap in interaction between top management and line managers is related to organizational structure. According to Thorpe & Morgan (2007) , the organizational structure influences the flow of information and in the organization B very strict hierarchy does not allow all line managers to provide new ideas discussing strategic directions as the mission or vision of the organization and goals. The proposal was not to miss the possibility to use creativity of all line managers and employ advantages of synergy. Top manager has refused the proposal emphasizing that all line managers that are able to provide new approaches for goals can do it, however these ideas should be aligned with already existing strategic directions.
Similarly, communication creates the gap in the interaction between top management and line managers. According to self-evaluation report, it is clear that top management, line managers and employees do not spread information on time and using all appropriate channels. Due to this fact the organization B misses some deadlines or some activities are duplicated. Seeking to solve this problem the organization should prepare the communication within organization plan: due to top-down and down-top communication everyone would be informed about the issues in the organization.
The gap in the interaction between top management and line managers is related also to resources. The organization B feels the lack of human resources. Accordingly, each line manager attempts to show that the workload of employees in his department is the highest, because this way is only one to get new staff. Seeking to solve the problem one of possible decisions could be to find out the workload of employees by making daily photos.
Summing up, both organizations have determined organizational goals by interacting top management and line managers, however, the key actors have faced some obstacles during interaction. In general, the organization structure, organization culture, communication and allocation of resources create obstacles for top management and line managers interaction by determining strategic goals.
Strategy formulation and implementation. When strategic directions are determined, strategy formulation and implementation into praxis in particular organization areas (fields) are crucial. Based on the self-evaluation reports and interviews material, there were chosen 3 areas, where strategy formulation and transforming into practical environment are complicated for educational organizations: needs analysis, customer relations, human resource management.
Needs analysis. Needs analysis means the use of suitable tools to systematically analyse the needs of the customers. This is significant due to an intensive competition in educational sector.
Organization A. In organization A the need analysis is not only the responsibility of top management, but also line managers should put the efforts seeking to get a clearly defined needs analysis. However, due to an organizational structure there arises the gap in interaction. Top management has involved some of line managers and employees in the team group concerning the need analysis: the working group gives the proposal regarding tools, procedures, extend and frequency. But the decisions of this working group are not more a discussion object by other employees, including line managers. In order to involve as much as possible line managers and assume that the needs analysis is the key issue for educational organization, the framework for the needs analysis should be established.
The gap in the interaction between top management and line managers is also because of communication.
Referring to Hambrick and Cannella (1989) , Heide et al. (2002) emphasize the importance of selling the strategy upwards, downwards and across the organization, which in turn demands an efficient communication system. The organization A does not follow this statement, because not all line managers are aware of the results of needs analysis, it means that top-down communication should be strengthened: the meetings and intranet could be suitable means.
Organization B. In the organization B the gap in interaction between top management and line managers is due to the organizational structure. The organization B highlights that tools for the need analysis were determined by top management, meanwhile procedures, extend and frequency for the analysis were discussed by top management together with line managers. A clear distribution of tasks in the needs analysis makes interaction more complicated and working groups or discussions could facilitate by solving the problem.
The influence for the gap in interaction has also an allocation of resources. The organization B does not have enough staff, so the needs analysis is done by employees, who because of an intensive workload cannot concentrate on such important issue for education organization. The treatment of the needs analysis as a primary activity of the organization B could help to minimize the gap in interaction by key actors.
The communication also creates the gap in interaction, while in organization B line managers provide the results on the need analysis to top management, but top management does not give feedback, although, according to Cocks (2010) , open and direct feedback and communication are critical. Due to the lack of feedback, the possibility for line managers to initiate the modification in the need analysis is poor. In order to improve the interaction, the feedback concerning the need analysis should be mutual.
Customer relations. Recognizing that the ways the organization deals with customers have an impact on survival and long term competition, both organizations treat learners (primary customers) as partners and all processes which deal with customer relations seek to orient to the needs of the customers.
Organization A. In the organization A the gap in interaction between top management and line managers is due to the organizational structure. Top management identifies the key customers, line managers and all employees are aware of learners enrolment procedures, frequency and extent. Yet, the problems are concerning the enterprises, willing to make projects and combine science outcomes and business performance. Due to organizational structure, the enterprises have to fill in huge amount of documents, to meet employees, who do not have the right to make the decision. This does not create a positive public opinion about the organization A amongst business units. Seeking to solve the problem, the simplification of procedures and clear responsibility of line managers are in demand.
The gap in the interaction between top management and line managers is because of organizational culture. Every line manager tries to keep in secret his customers from business environment, so the values and norms of publicity ant transparency are forgotten. The code of conduct could be the start for a problem solution.
The gap in interaction forms due to communication. At the top management and line managers meetings the information about key customers is presented, but it is not a discussion concerning the winning of new customers and customer protection measures. The open communication and creativity of line managers could introduce the frame for winning new learners. The proposal to use a brainstorming technique by developing new ideas was discussed during an interview, acknowledging that communication is one of the barriers for a successful interaction between key actors.
The gap in the interaction between top management and line managers is formed due to limited financial and physical resources. This influences the quality of training opinions and other services for customers. The problem could be solved by an active participation in projects, where to get some physical resources is available. This proposal was accepted just partly: the participation in projects requires more human resources.
Organization B. The organization B focuses on the gap in interaction between top management and line managers because of the organizational structure. Following the statement of Thorpe and Morgan (2007) that the structure allocates power and responsibility, top management determines the procedure how to communicate with very important customers. The responsibility for dealing with customers is allocated to line managers: they follow legal rules and requirements. The problem arises due to an unclear complains process: top management can change the decisions of the line manager without any explanations. Clear complains procedures could facilitate the interaction between top management and line managers, so the internal rules for complains dealing are in demand.
The gap in interaction between key actors arises also due to communication. Top management and line managers top-down, down-top spread the information about customers within organization, though do not communicate outside. For the public just limited information is offered giving reasons for learners personal privacy security. Due to that fact, public opinion about the organization B is not positive and top management receives quite a lot of complains. To deal with outside communication problem, knowledge of public relations is needed. The top manager agreed to prepare and offer regularly a report for the society about customers and relation with them inside the organization B.
As it was mentioned, the organization B does not have enough human resources. Referring to Bolman and Deal (1991) , Heide et al. (2002) highlight that the organization cannot function properly without the energy and talent of its employees. The lack of the staff is the factor that has an influence on customer satisfaction. The contract with another company for public relations and information preparation concerning customer care processes, protection measures and an enrolment process would be one of the possible solutions of the problem.
Human resource management. The link between human resources and organizational performance is widely discussed in scientific literature (Paauwe, 2009 ). Whereas it is acknowledged that human resources and human resource management impact on the organizational performance, the interaction between top management and line managers for both organizations seems significant.
Organization A. The gap in interaction between top management and line managers forms due to organizational structure. Top management in collaboration with human resource manager formulates human resource management strategy and the main responsibility for its implementation lies on line managers. However, line managers can initiate changes and new things concerning skill-enhancing, motivation-enhancing and empowerment-enhancing human resource management practices. The problem is that top management and line managers do not intensively interact regarding talent pool formation, employees appraisal and new competencies development. It means that due to an organizational structure top management does not know the talented staff and line managers are not familiar with the job vacancies which could be the right work place for their department employees. One of the proposals was to produce a career plan for each employee and to introduce these plans to all line managers and top management. Another proposal includes development plans. Both proposals were accepted by the top manager, assuming that vertical and horizontal career possibilities within organization A are not very big.
The gap in interaction of the key actors in human resource management is also due to resources. The organization A does not have enough financial resources in order to create possibilities for all employees to take part in trainings and seminars, wherefore line managers compete for these resources. The proposal was that the development plans should be created by line managers and employees together and confirmed by top management.
Communication is one of the obstacles for interaction. Huge amount of information and not always spread on time has an influence on human resource and their management. According to Heide et al. (2002) , information related to the implementation of a strategy should be communicated orally as well as in writing, and in some cases even visually too, therefore the organization A could create in intranet the data bank for human resource and their management practices, hereby to facilitate the solution of interaction problem. The proposal was accepted just partly: top manager agreed on the data bank for human resource management, but only top management and line managers could have access to it.
Organization B. Concerning the organization B, the gap in the interaction between the key actors in a human resource management strategy formulation and implementation is due to the organizational structure. The main responsibility for the recruitment and selection, training and development, performance appraisal is put on line managers, a human resource manager is responsible just for human resource administration. According to the self-evaluation report line managers do not have competence to formulate and implement actions regarding human resources. The proposal was binary: first, to provide line managers with the knowledge how to manage human resources; second, to more involve human resource manager in human resource management practices formulation and implementation.
It is important, that the gap in interaction between top management and line managers occurs because of communication. According to Dandira (2011) , there is the need for top management to have hard and soft skills and to have good interpersonal skills. Due to these features the communication process could be easier, however top management communicates just separate parts of the information concerning human resource management, meanwhile desires to get from line managers full information that regards employees. This inadequacy makes difficult to interact, therefore the complex spread of information from both sides is in demand. This proposal was accepted by the top manager with one exception: top management can choose and even indicate the channels of communication for line managers.
As it was mentioned before, the organization B feels the lack of human resources. Due to this fact the staff is overcrowded and not satisfied with human resource management. The gap in the interaction of top management and line managers happens as a result of the disagreement how to motivate and to engage employees, as an overcrowded staff is not satisfied with work in general. The proposals were: first, to revise the job specifications and staff profiles; second, to redistribute duties and responsibilities; third, to find financial resources and to employ new workers. The top manager acknowledged that resources are an obstacle for the interaction between key actors, however agreed just with the first and second proposals.
Summing up, it could be stated, that in both organizations the interaction between top management and line managers by formulation and implementation needs an analysis, customer relations and human resource management strategies have focused mainly on barriers due to the organizational structure and communication. These obstacles are related to hierarchy, opportunism, insufficient vertical and horizontal communication and the lack of resources. Due to barriers, the gap in interaction between top management and line managers arises, hereby the difference between the strategy as a plan and the strategy as a pattern grows.
Conclusions
1. The realization of the strategic directions requires appropriate concreteness that depends on various aspects and due to this the organization needs the strategy. It has been long recognized that there is difference between intended and implemented strategies. The intended strategy represents only fundamental directions and one of the main challenges is to implement it, it means to put the formulated strategy to work. Top management and line managers are key actors in the process of bringing strategic directions to the practical environment. Top management defines where to go, whereas line managers deal with how to do. The interaction between top management and line managers provides clear formulation of strategic directions and equal perception, strengthens organizational commitment, provides organizational empowerment and gives an opportunity to make the correlations of some strategic directions. However, the gap in interaction between key actors by implementing strategic direction into praxis arises. As the main assumptions influencing the interaction between top management and line managers are the organizational structure, organizational culture, communication and allocation of resources. These obstacles create a gap in interaction process and this is one of the reasons for inadequacy between the strategy as a plan and the strategy as a pattern. Top management and line managers can interact in all activities that run in organization, however, some dimensions, as determination of goals, strategy formulation and strategy implementation are more important, as the interaction between main actors in these fields is essential seeking to implement strategic directions into praxis.
2. The empirical study reveals that both organizations have determined strategic directions during the process of top management and line managers interaction, however, the key actors have faced the obstacles as an organizational structure, organizational culture, the communication and allocation of resources. In both organizations top management and line managers in their interaction by formulation and implementation of the strategies of the needs analysis, customer relations and human resource management have coped mainly with barriers due to the organizational structure and communication. These obstacles are related to hierarchy, opportunism, insufficient vertical and horizontal communication. Due to the barriers the gap in interaction between the key actors arises, hereby the difference between intended and implemented strategies grows. Seeking to minimize the gap and to facilitate the interaction of top management and line managers by implementing the strategic direction into praxis the obstacles should be overcome due to the changes in organizational structure, culture, communication and allocation of resources.
